This paper seeks to identify the priority of factors affecting the quality of banking services in Bank Saderat Iran for better allocation of resources to enhance the quality of its banking services. The study develops a fuzzy method to handle uncertainty associated with the data and using analytical network process (ANP) ranks different factors influencing on service quality. The results have indicated that the quality of e-services (ESQ) is the most important factor followed by the quality of banking services agility (ASQ), the service system quality (SSQ), and the behavioral service qualities (BSQ). Moreover, the employees' competence and skills, the reliability of the electronic system and the reliability of the service system, an impeccability banking system integrity and accountability instruments are among other effective factors influencing on the quality of banking services.
Introduction
Service quality is an important perspective of any service provider especially in banking industry and the role of service quality has been essential for the success of these organizations (Prasad & Kumar Jha, 2013) . With an increased competition in banking services, service quality has received significant attention. Aneesh et al. (2014) developed an integrated approach to measure service quality and provided guidlines for the development of innovative service by identifying weak attributes which are critical for customers. Cheserek et al. (2015) presented an effective method for measuring the effect of quality financial services on customer satisfaction by commercial banks in Kenya using SERVQUAL technique (Parasuraman et al., 1998; Sureshchandar et al., 2002) . They reported that reliability, responsiveness, assurance and empathy could substantially and positively influence on customer behaviors in terms of satisfaction ,but tangibility had no significant influence on satisfaction level of customers. Dehaghi et al. (2014) evaluated the effect of individual factors for the implementation of agility strategy (Shaarabh et al., 2014) in municipality organization. They reported that employee professionalism, organizational commitment and job motivation were among the most important factors promoting agile strategy. Gunarathne (2014) in an empirical investigation detected a positive and meaningful relationship between customer satisfaction and serice quality. According to Igaz and Ali (2013) , service quality is a reflection of organizational performance as an ultimate measure of customers satisfaction especially in the service industry, which could yield customers retention. Jahanshani et al. (2014) investigated the relationship between customer service and product quality with customer satisfaction and loyalty in the context of the Indian automotive industry. They reported that there were some positive correlations between the constructs of costumer service and product quality with costumer satisfaction and loyalty. Kaur and Kiran (2015) tried to find out how the e-banking influenced on banks' operations in the Indian banking sector. The study detected the factors to be either improved or enhanced and the banks could concentrate on the areas they wish to improve/ enhance for reaching better customer loyalty. Kazemi and Amini (2013) performed an empirical investigation to determine the factors influencing on customer satisfaction in Bank Maskan (Housing Bank) branches in Mashhad province of Iran based on service quality and prioritizing three categories of must-be, one-dimensional and attractive requirements. The study showed that the least time standing in line counter and the emotional relationship with bank employee had maintained the maximum and minimum impacts on customer satisfaction, respectively. Further analysis also indicated that non-availability of some others facilities such as water cooler and chair maintained the most and the emotional relationship with bank employee maintained the least effect on customer dissatisfaction. Munir and Rahman (2015) investigated the relationship between e-banking service quality and customer satisfaction in Bangladesh. They found a relationship among service quality, information quality and system quality and customer satisfaction. Nikzat et al. (2014) investigated the relationship between service quality on one side and customer satisfaction and loyalty on the other side and reported that the portion of different service quality dimensions was almost equal among different factors. Sakhaei et al. (2014) performed an empirical investigation on service quality indexes in Internet Banking in order to understand the effect of service quality factors of Internet Banking on customer satisfaction in Iran. The study indicated that the 6 service quality dimensions maintained positive relationships with customer satisfaction in Internet Banking. Sanadgol (2014) studied the relationship between school organizational agility and principals' job satisfaction and found a substantial relationship between principals' gender and their job satisfactions. Sazesh and Siadat (2015) found a positive relationship between the quantum management and organizational agility except quantum sense in transportation industry. Seyedhosseini and Keyghobadi (2014) developed an integrated technique for developing mechatronic products within the context of agile production system. Sukati et al. (2014) examined the relationships between information technology practices (ITP) and supply chain agility (SCA) and reported that organization should consider ITP that can improve SCA. Talib and Rahman (2012) reported that to ensure successful implementation of total quality management (TQM) in the banks, there are essential dimensions which have to be addressed such as management commitment and support towards TQM, motivating and training of employees, and monitoring of customers' requirement through feedback. Taleghani et al. (2014) analyzed the effects of flexibility, competence of employees, empowerment and job security on making the organizations agile. Torkiyan et al. (2014) determined the relationship between using information technology and organizational agility in youth sports organizations of Isfahan province. With the expansion of internet, delivering e-services have been grown in banking industry, significantly, improving e-service quality for delivering better services is an essential task of activity for banks. Yaghubi and Seyedin (2015) identified 8 major dimensions influencing on banking industry including security with a score, technical sufficiency, reliability.
The proposed study
This paper presents an empirical investigation to identify the priority of factors affecting the quality of banking services in emerging export banks for better allocation of resources to enhance the quality of the banking services. The study develops a fuzzy method to handle uncertainty associated with the data and using analytical network process (Saaty, 2006) ranks different factors influencing on service quality. Fig. 1 The method of this research is based on data collection, correlation, and the target is within the framework of applied research. Data collection tools, questionnaires, the population consists of banking experts and academic professionals who have expertises and experiences in the field of banking services. Of this population, 33 banking experts and academic professionals, both in retail banking and familiar with organizational agility were chosen. The study uses Analytic Network Process (ANP) (Saaty, 2006) for ranking different factors shown in Fig. 1 . The proposed study uses a method earlier developed by Dağdeviren and Yüksel (2010) to prioritize the factors affecting the quality of banking services. To determine the weights of criteria and sub-criteria, a combination of mathematical model using triangular fuzzy numbers (Zadeh, 1997) is implemented. This model consists of seven steps which are described below (Dağdeviren & Yüksel, 2010) :
Step 1: Identify the criteria and sub-criteria used in the model
Step 2: Organize network model for hierarchical analysis process (aim, criteria, sub-criteria)
Step 3: Determine the initial weights of criteria and sub-criteria using pairwise comparison matrices (assuming independence criteria) using the following model:
Here wrepresents the weight for each criteria, , and ij ij ij l m u are associated with a triangular fuzzy numbers (Dağdeviren & Yüksel, 2010) .
Step 4: Determine the interations between each pair of criteria with the help of experts and multiply the resulted matrix weights obtained from the third step
Step 5: Calculated the weights of the final sub-criteria by multiplying the sub-criteria weights obtained in third step in the final weight criteria calculated in Step 4
Step 6 : Use language scales to calculate the weight of sub-criteria
Step 7: Calculate the final weights.
After collecting all the criteria affecting the quality of banking services through the former research literature, ranking factors that affect the quality of banking services agile, through Analytic Network Process, is performed as shown in Fig. 2 . The criteria and sub-criteria for quality banking services include four criteria and 19 sub-criteria. The criteria used in this study include behavioral quality service providers (BSQ), Electronic Service Quality (ESQ), quality of service (SSQ) and agile banking service quality (ASQ). 
Fig. 2. The hierarchy of factors influencing on Agile banking service
The first step for the implementation of ANP method is to compare four criteria. Table 1 demonstrates the results of pairwise comparison. As we can observe, all comparisons are given in terms of triangular fuzzy numbers. Here, the mathematical model given in Eq. (1) for the pairwise comparison of the four criteria of the research model has been used. The implementation has indicated that the objective function value of α is equal to 0.74, which means the comparisons are fairly desirable. Weights from pairwise comparisons for Quality of behavior, electronic service quality, quality service and quality of banking services agile system are 23, 26, 30, and 21 percent, respectively. Next, the interplay criteria on each other with the use of experts can be seen in Table 2 . The numbers in Table 2 reflect the mutual effects criteria on each other. After that, the weights of the criteria and the sub-criteria are calculated and using linguistic variables, the weights are adjusted. There are two characteristic variables, severity and nature determined by experts, which may be either positive or negative. For example, if the intensity requires high standard and this standard will have a positive effect, a value of 0.75 is assigned. But if the impact is negative, the number assigned is 0.25. The values of linguistic variables are based on the effectiveness criteria in Table 3 . Based on the linguistic numbers, the weights of the sub-criteria are determined, which are summarized in Table 4 as follows, We also consinder the information of Table 5 to make possible decisions. Final weights of the main criteria affecting the quality of banking services are as follows: Quality of electronic services (weight: 0.31), the quality of banking services agility (weight 0.25), quality of service (weight 0.23) and behavioral qualities (weight 0.21).
Table 5
The basis of final decision Level quality banking services value obtained Very high 0.8 < < 1 high 0.6 < < 0.8 Medium 0.4 < < 0.6 Low 0 < < 0.4
The final ranking of sub criteria affecting the assessment of the quality of banking services are summarized in Table 6 . 
Conclusion
In this paper, we have presented an empirical investigation to determine factors influencing the quality of banking services in Bank Saderat Iran for better allocation of resources to enhance the quality of its banking services. The study has developed a fuzzy method to handle uncertainty associated with the data and using analytical network process ranked various factors affecting the service quality. The results have indicated that the quality of e-services has been the most important factor followed by the quality of banking services agility, the quality of service, and the behavioral qualities. Moreover, the employees' competence and skills, the reliability of the electronic system and the reliability of the service system, an impeccability banking system integrity and accountability instruments were among other effective factors influencing on the quality of banking services. The results are consistent with findings of Jassbi et al. (2014) and Landaran et al. (2014) in terms of service agility. The results are also in line with findinds of Kaur and Kiran (2015) in terms of reaching better customer satisfaction by enhancing different features. Mediavilla Saldaña et al. (2014) also reported similar results. Yaghubi and Seyedin (2015) also used analytical hierarchy process for ranking the technical dimensions of ebanking service quality evaluation models and reported somewhat similar factors influencing the most on e-bussiness.
